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DIS Clalmer The information in this report is provided on an as-is basis. This document is produced

by Twimbit per date of research and writing (April-June 2023) and is subject to change.
It has been prepared solely for information purposes over a limited period to provide a
perspective on the market. All the data is derived and estimated by Twimbit analysts via
primary interviews and publicly available information. Projected information, analyses
and conclusions contained in this report should not be construed to guarantee future

performance or results.
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Growth opportunities for
App-based banking in India
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Over 700 Mn internet users in India

India has over 1.2 Bn mobile phone users and
600 Mn smart phone users

India is estimated to become USD1Tn internet
economy by 2030

In 2022, Indian users downloaded over 28 Bn apps
on their phones, accounting for 5% of the 625 Bn
global downloads

India ranked 8th on the global chart for time spent
on mobile phones, with average usage of 4.9 hours
per day per consumer

Source: e-Conomy report; IMint,2022; Data.ai, twimbit analysis,

Over 350 Mn digital payment users

Over 5 Bn Monthly C2B UPI transactions - payment
platforms, banks and e-commerce

More than 35 neobanks including payment banks,
SME banks, teenage banks etc. India

350 Mn transacting through payment banks
and retail-focused digital-only banks custom-
ers

>100 Mn Monthly active users on ICICI, BOB, SBI
and AXIS mobile banking app

twimbitl
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Twimbit App CX
framework

Twimbit CX Banking App Benchmarks 2023
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Twimbit CX research methodology

Shortlisted the

7 Indian retail
banks with a digital
savings account

Opened real accounts
to evaluate account
opening, customer
onboarding and
customer service
experience

Defined 12 key success
metrics and 55
sub-parameters

Each factor was
evaluated on a scale
of 1-5, measuring
responsiveness

Weighted scores
were given to identify
India’s top retail
digital banking app

twimbit



Twimbit 3Es framework assesses the performance of a digital business
by evaluating its efficiency, engagement, and ecosystem.

Twimbit 3Es score

What is the

outcome? How is o

the performance? Twimbit 3Es score Engagement Ecosystem
Measured on the process to regiester, Measured as monthly transaction users Measured on non-core business
purchase or get help (depending on industry) over total users revenue against total revenue
Banking Digital
® Mobile appexperience Total online transaction/active users Non-core business revenue
e Customer onboarding
e Customerservice Total registered / potential users Total revenue

> twimbit




Seamless

app
experience

Increase retention

Increase user engagement

or acquisition

Increase revenue by integrating

third-party services

Data collection to understand

customer behaviour for new R&D

Enhanced customer experience

App orchestrates embedded experiences

Continuously optimizing the app experience can enhance user engagement,

strengthen customer relationships, and ultimately boost revenue

Digital Efficiency Value

Measure the success of efforts to boost efficiencies in account
opening, purchasing products via digital channels, performing
transactions, interacting with the bank digitally, and closing

the account.

twimbit
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TDEX Score of India’s top 7 banks

Twimbit CX Banking App Benchmarks 2023
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Top 7 banks to ace digital app experience in India

TDEX score

Score 1-5

O 1 /‘ AXIS BANK
04 B
o =

06 O SBI

e
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Twimbit TDEX score

A diagnostic framework to evaluate the digital experience of a company

Mobile app experience Customer onboarding experience Customer service experience
® Mobile application availability and capabilities ® Discovery journey ® Customer support channels
® App activation convenience ® Clarity of products or services ® Time taken to response to query
® App security and privacy ® Ease of account opening ® Self-service potential: FAQs

@ Activation convenience ® Self-service potential: IVR

@ Debit card application

twimbit
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How digital banking apps are performing?

Mobile app experience AXIS KOTAK BOB YES HDFC SBI ICICI
Mobile application availability and capabilities 5.00 5.00 4.44 5.00 4.44 5.00 3.89
App activation convenience 4.67 5.00 5.00 4.33 4.33 5.00 3.67
App security and privacy 2.92 4.17 2.92 2.92 2.92 4.17 4.17
Customer onboarding experience AXIS KOTAK BOB YES HDFC SBI ICICI
Discovery journey 3.44 2.81 4.38 4.38 3.59 2.19 4.22
Clarity of products or services 4.25 4.58 4.17 4.83 4.92 3.92 3.65
Ease of account opening 4.19 4.04 4.35 3.88 4.04 3.88 3.69
Activation convenience 4.00 3.50 3.50 1.00 1.50 1.00 1.50
Debit card application 4.69 5.00 4.75 2.67 2.17 2.17 2.17
Customer service experience AXIS KOTAK BOB YES HDFC SBI ICICI
Customer support channels 4.50 3.50 3.50 3.50 3.50 3.50 3.00
Time taken to response to query 3.40 1.65 3.05 2.70 2.65 1.90 1.05
Self-service potential: FAQs 3.54 3.54 3.54 4.16 3.54 3.54 3.54
Self-service potential: IVR 4.00 3.00 3.00 3.00 4.00 3.00 4.00
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Mobile app experience

Twimbit CX Banking App Benchmarks 2023
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Mobile application availability and capabilities

Mobile app experience

Mobile application availability

and capabilities

Area of improvement

Evaluating criteria

KOTAK

B3 Account |

5.00 3.89

KOTAK

Availability of App

SECURE LOGIN

Ease of locating app on
Play store/App store

<

App loading time

Moderate Moderate

MORE

IN LESS TIME

A

varaong

; BCHCE Barsk
1 At iy

Hi, there!

B

Urdcick 250+ featunes of banking. shopgrng.

traved and affers

twimbit



App activation convenience

P AN h-_ ¥ 30 ashT
i i L} HDFC BANK | _ More Services bob /B3 s
Mobile app experience AXIS KOTAK BOB YES HDFC SBI ICICI - T -
__M Choose your preferred language
App activation convenience 4.67 5.00 5.00 4.33 433 5.00 3.67 |y R 8 - o
oI ol
.__.—J il
T®| The O 1e B
HE MEIM OB
l Cocaeyo ! ’ agal
et
HDFC mobile banking bank A/c opening option App allow you to select
does not differentiates available under more your preferred language
between new and existing services section as the first step
. user
Area of improvement
Evaluating criteria AXIS KOTAK BOB YES HDFC SBI ICICI
o ) No language No information about No language
Efficiency of banking Elr?afgegg%%ﬁm change option, account before change option,
app activation \/ \/ no differentiation registration, \/ no differentiation b/w
. b/w sign-in and no differentiation b/w sign-in and sign-up
(first screen CTA menu) sign-up sign-in and sign-up
2 steps to
Numbers _Of steps taken to \/ \/ \/ \/ \/ \/ pre-register for a/c
register/sign up on App opening on the app
Time taken to register/
sign up on App N N N N N N N

twimbit




App security and Privacy

Mobile app experience AXIS KOTAK BOB YES HDFC SBI ICICI _ otak

Please create your
application password:

Minimum 8 characters with combination of letters in Set MP'N 7]
upper and lower case, digits and special characters.

App security and Privacy 2.92 4.17 2.92 2.92 2.92 4.17 4.17

Enter MPIN

Security Question o Re-enter MPIN
e B 9
Area of improvement 1 D asc 73 oeF =
Evaluating criteria AXIS KOTAK BOB YES HDFC SBI ICICI 4o B  gGmo o
Ask to set 7eors 8w Quz &
Type of authentication SK1osetapp
. . assword instead . -
asked during the journey Vv Vv 4 V4 Vv I|:\)/||:>:[N or biometric Vv £ 0 .
verification ’
Ask to set </ Ask to set Ask to set Ask to set </ < SBI Yono app authentication Kotak811 app asks to set
Ease of authentication MPIN after MPIN after MPIN after MPIN after involves more steps and is 4-digit MPIN during the
a/c opening a/c opening a/copening  a/copening difficult to remeber

a/c opening process

twimbit
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Bank to ace “Mobile app experience”- Kotak Mahindra Bank

#1 Start Page/ Opening screen

Welcome!

"'I"'F|'l. u choss u

3
Not a Kotak customer?

Discover our offerings like 811, credit
cards, loans, and more.

Let's Begin

o1

This page will show
up when the user
opens up the
Kotak811 application

02

No App registration
process

03

User can click either
on Login or sign up as
per the need

#2 Get started

o1
SR e Clear CTA to apply for
R R OarEhER savings a/c

02

Clear CTA to apply for

_ different products

ey e e g i like — saving a/c,
credit card, loan etc.

Kotak 811 savings account

APPLY NOW >

_'L/! i
T " |
j =
8 ;5
Credit card Home Loan
Get 1 poir I 1 l
ben I i mor 1 rat
APPLY NOW 2 APPLY NOW 2

#3 Set MPIN

Iu.ulnk'” 01
Set M-PIN (app
authentication)
during the a/c

Set MPIN @ opening process

Enter MPIMN

Re-enter MPIN

e B 9
1 2 ARG 3 DEF —
4 GHI 5 JKL 6 MNO —

7 PORS 8 T 9 XYZ @

twimbit



Customer onboarding experience

Twimbit CX Banking App Benchmarks 2023
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Discovery journey

KOTAK

2.81

BOB YES HDFC SBI ICICI
4.38 4.38 3.59 219 4.22
Never let your xtra annuity :
qou buy online o
aspirations retire! e —
= ,J
Lacki D
b By B Py Bpriees. B kst dnd vy Rk P L P gueien. E
i ygharn Ol Wharvhkie 'y T i Faaaares Vlrden Jmvmasmi D ures ﬂ
Clean and neat layout with optimum white space, visual
cues or visual aids
BOB YES HDFC SBI

ICICI

Customer onboarding AXIS
experience
Discovery journey 3.44
0OSBI Q301
 yonooss
FERSONAL BANKING CORPORATE BANKING
L e o o
Minimal or no visual cues or images or just wording
Area of improvement
Evaluating criteria AXIS KOTAK
, N igati
Ease of browsing glﬂg;v'ga on
information (Web) Vv inconsistent
typography

4

Clean but oversize
white space,
\/ inconsistent

typography

No navigation
guide, Clean
but oversize
white space

4

Ease of browsing
information (mobile app)

No navigation
about app will
reidrect to
browser for
a/c opening

Minimal or no
visual cues or
images or just
wordings

4

Minimal or no
\/ yisual cues or

images or just

wordings

Minimal or no
visual cues or
images or just
wordings

Minimal or no
visual cues or
images or just
wordings

20

b ’ @j diwe ilere st
O J Faerk off Baeodi
Morkd - e

4

z 3
Bartil Doty ML A |
tod
I
51 &
1234
E I 1am or
r Fam o resident Indian
D | am ot o politically exposed persor
E] | aam nait am exisiling cusiomer
FAT

| mm & Tax resident of India and

Clean and neat layout
with optimum white
space for ease of
browsing

—

A

Get Started

hay; L—-—_‘V‘J

Equip with proper
navigation guide

twimbit
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Clarity of products or services

Customer onboarding AXIS KOTAK BOB YES HDFC SBI ICICI

experience

Clarity of products or services 4.25 4.17 4.83 4.92 3.92 3.65
Area of improvement
Evaluating criteria AXIS KOTAK BOB YES HDFC SBI ICICI

No information No information  No information

Information about saving }:?gosgﬂpfgggét i?éc;rsrf‘pfggﬁét about special about fees and  about special
account (steps, document  benefits benefits v/ discounts and charges discounts, offers,

. . offers fees and charges
requirement, min. balance,
discount and offer, fees
and charges)
Information about other
banking products < < < < < < <
(description, CTA to apply)

i No No No No

PrOC.iUCt comparlson and comparison \/ comparison \/ \/ comparison comparison
clarity (website)
Time spent on
understanding the \/ \/ \/ \/ \/ \/ \/

products

Accounts comparison

LT

i\‘ o Sawings Account i
- Lamaw & A Lok

Ly

Mew Frign il Lol

A/c information with
AMB

_-*_ Opsen Digital Savings Acooust

YES  BAHK

Girraral indormasion

= o0 e go using o Asdhaar
Mumber

j Can Bn openad by aoy ik
Al 18 poars of sge ———

(7] S hidoen sovm des using varsus l’l'l-’lr [ ——
$aatures. offised wnder savings
accrm ¢ Ancu ieaar Rt oo Seve

T Cusrserty Sevage Ralancy -+ NE o Ukl v g TS A ATPR

Basic aflering

el oo Work] ap - a0 i -
Pobote: Flasniing BOREN 00 SaEt
al ot Baniing nesdy =

Bl Coresmencany Vi Clanic
Wt Gl g hor o -G

General information Account information

about a/c

Hegion-wise details

Account balance and
charges

twimbit
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Ease of account opening

Customer onboarding AXIS KOTAK BOB YES HDFC SBI ICICI

experience

Ease of account opening 419 4.04 4.35 3.88 4.04 3.88 3.69
Area of improvement
Evaluating criteria AXIS KOTAK BOB YES HDFC SBI ICICI
Document requirement < N Vv Vv Vv Vv Vv
In-depth information of . , _ _ , ,
document verification < 7 clicks < 9 clicks \/ < 9 clicks < 7 clicks < 7 clicks < 9 clicks
Auto-fill V Vv Vv Vv Vv Vv Vv
Auto-save information < < A Vv Vv Vv Vv
Ease of doing KYC Vv Vv Vv 4 4 Vv e o KYC
No. of steps involved in
verification process N4 N < Stgi)z Stg?)z ftg%g Sté%z

(KYC + document verification)

Option to schedule
KYC later

ﬂrcn:.r Bank =

Account Creoted Successfully

¥our DI digital savings
ICECRING IS fovw BEDrE ord
ready for you, You are
currenllya
Limited K user, Gt your
EYC done bo get full acess 1o
your digital sering 15 OO

CTA for video KYC

e of Barihy

Mandatory nominee
details

Option to resume
application

twimbit



Activation convenience

Customer onboarding AXIS KOTAK BOB YES HDFC SBI ICICI E
experience e

kotak Sl TR
Activation convenience 4.00 3.50 3.50 1.00 1.50 1.00 1.50 OO

ke rarber b el Por T dheyy ad viden ol 4o be
eovmgirted mitn K dat o appieatios sl dale

VO BEGRT b e sy il recen a AR

wiF mrparany s i s trew e 1D g oneg we s B

[ Copy Dot

Instant a/c activation No instant a/c activation

Area of improvement

Evaluating criteria AXIS KOTAK BOB YES HDFC SBI ICICI

N b f k \/ \/ \/ \/ \/ € Apply ﬁ!ﬁl‘ﬂﬂank

umber of steps taken to

activate bank a/c (total steps) >10 steps >10 steps _ R —
(&)

Account Creoted Successfully

Speed of account approval/

CONGRATULATIONS !

Time taken to activate bank N < < More than More than  More than More than s S slen

account i.e. accepting/making a day a day a day a day o T o s e
maentioned below for complesing your Limited KT wser, Get your

payments, ban k transfers etc. KOV wanfestion b aolvale youl sccouni EXC done 1o get full =IL\.E:'!-'.- L]

yaur digital Sorirs occount

Completa your Video KY'E
o ik BT L i iy iy b 165 5 ik i m

oount Mumber
029301002645

Instant a/c activation No instant a/c activation

twimbit
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Debit card application

Customer onboarding AXIS KOTAK BOB YES HDFC SBI ICICI
experience
Debit card application 4.69 5.00 4.75 2.67 217 217 2.17
Area of improvement
Evaluating criteria AXIS KOTAK BOB YES HDFC SBI ICICI
Debit card option Only No No No

Oonl
\/ \/ vi?tzal card

virtual card

virtual card

virtual card

virtual card

Ease of applying for

) Debit card No information ~ No information  Separate Justinforms  Separate
debit card charges about physical  about physical  optioninapp  about debit option in app
> INR 500 \/ card in app card in app to apply for card delivery  to apply for
physcial address physcial
debit card debit card
Time taken to activate < < < >20 mins N/A N/A N/A

virtual card

Yioiar Wirtual Prepaid Card

Card Mumber Expary
XOOCK 000X XXX 6190 XXSXX

NULL RUBY

e issued you this temporary Virtual Prepaid Card so you can discover the oy

g with 811, Once we've met you to venty your account details, wel

new permanani Virtual Debit Card

Know more about the features & charges of your 81
1

f‘nxls (AT

Recommendeod

Get physical debit card =
E o 12018

Tl € i

Domestic online transactions

680

. I-pimT
stant activate

| rsppsivonitn amozonete. Instant activated virtual

debit card

International online transactions

Option to opt for physical
card on the screen

twimbit



Bank to ace “Customer onboarding experience”- Bank of Baroda

#1 Open a digital savings account

pen a digital savings

ccount

Apply in 4 easy steps

Instant verification via PAN and Aadhaar

Paperless submission of details online

Hazzle-free completion of KYC on video call

©-0-0-0

Add funds and enjoy digital banking

B3 SILVER Account

s
Workd Explore benefits
[T

@ Comphmentany & MONTHS subsciplsan

o1

Clearly states 4 steps
a/c opening journey
with document
requirement

02

Provide comprehensive
information about dif-
ferent types of a/c’s
with cross-product
benefits

#2 Information about type of saving account

#3 Account opening process

General information

“Zilv  Open Digital Savings Account
= an the go using your Aadhaar
Number

‘% Can be opened by any Individual
k above 18 years of age

[f_‘ﬂ Mo hidden costs for using various
=/ features offered under savings
account

E Quarterly Average Balance - NIL

Basic offering

Mobile Banking solution to meet

H Get bob World app - an instant
all your Banking needs

- Complimentary VISA Classic
Wirtual Debit Card for e-Com

o1

Provide information
like hidden costs,
QAB, virtual card etc.

bob 2z

World
(1] z) a) 4)
Basic Details PAN E Aadhaar Addiess & Perzonal Detail
Branch Selection Mominathon &
Additional
Services
0% Completed
Emall Address * ‘
—

+97 Mobile No linked to Aadhar *

123456 J

| | | am not a minor

|:| I am a resident Indian

D I am not a politically exposed person
D | am net an exisiting customer

FATCA Declaration

| am a Tax resident of India and

o1

Number of account
opening steps clearly
mentioned

twimbit



Bank to ace “Customer onboarding experience”- Bank of Baroda

#4 Auto-fetched details #5 Additional services #6 Account opened

& Apply 01 < Apply
Option to go to Yiud 3 St Donet Flegie Chanse The Sorieey veu would e

’JO’D Z3 g:::;::ﬂ:::;; previous step 10 vt for s 1o serve you betier

World Additional Services

D 2 o 4 G @ O -I
asic Details PAN £ Aadhaw Address B Perzonal Detasl

Branch Selection®

S 02 O1
: = Auto-selected
a5 Display % of journey Eud Hro-setecte

Instant account

e i oted A Jene additional services opening
g e complete e winain] . . i
P - - like UPI, virtual card CONGRATULATIONS !
Profile = % etc. URN: 2023051101798986
: <o Your Account opening application is
:_::::T:UL .El $ submitted SuCCGSSlully Please click on
i ‘Complete your Video KYC" icon
BATTTESEST 03 . A mentioned below for completing your
Yitual Debat Card KYC verification to activate your account
Auto-fetch Aadhar 02 / 02
details and address p Informs about virtual ot e Clear CTA to proceed
A . :,-} 1 G :I:...Iu . . nmp E E your ’ Eu .
st Sy debit card during the for video KYC
12 - 01 - 1959 MALE a/C Open|ng process The Video KYC slots ane avallable only between 10,00 AM 1o
Address ;;1'I|::LIF:':§I'J"-I-I":I'II"'“""“Eil days as per the list of holidays in the
C/O PARVELH EUMAR PARE AVEHLUE COLONY
HOUZE NURIRER 151 UPPLI ROAD SAMNCRUR
148001 SANGRLUR

twimbit
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Customer service experience

Twimbit CX Banking App Benchmarks 2023
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Customer support channels

Connect via email for product

Start selection here

specific to Continue Selecting

for which I have an issue Continue Selecting
with sub issue Sclect Specifics

o o]

Fuoe Deenale & Trading aceounl relatod querics s well as repanding it erbovant charges,
phense click e

For an Instare Response (o your query. You may also CHAT with our executive.
* Chat window: 740 am o 1100 pm
* For NRI custoiners: 24 by 7

Customer service AXIS KOTAK BOB YES HDFC SBI ICICI
experience
Customer support channels 4.50 3.50 3.50 3.50 3.50 3.50 3.00
Area of improvement
Evaluating criteria AXIS KOTAK BOB YES HDFC SBI ICICI
. . . Auto-email
Email, Hotline, Live-chat on t without : :
app or website (real human oroviding contact N/ Emal Vv Vv Vv E{;}i‘éund

interaction), Social media
platform, Conversational Al

information,

28

Auto email sending option

VehaboeTa 1 B of Boroda Video
Colling Solstion

am KEYA!

Thik Coall b fer Infonfmation purpaie
GOy, W 5] Gk poul Paisdl

o o intormations Bk PR Poseword, OTF,
Your Smart Banking Assistance CWY, Aogourt ro ot

Piearse select your area of
indormnation

Hello, Men Keya! Yiour personsl Molak Assistant. Fm here bo maks yous

tanking joumey & shobe lol sasker, | can Balp you with sy gueres on

Turd transfers, creditideba cands, bank acoounis, loans, foed deposas
snd much mons. Wekeoms 1o guick 85d sty Basking

Kotak AI-chatbot BOB video chat with human

interaction

twimbit
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Time taken to respond to query

Customer service AXIS KOTAK BOB YES HDFC SBI ICICI L I soseu
. Re: Email from Axis support about<...
experlence Dear Mr. Rahul Gupta, Thank you fo... {?
Time taken to response to query  3.40 1.65 3.05 2.70 2.65 1.90 1.05 A isBank 5:04 PM
Your query reference no, 23070414,
04/07/2023 5:04:20 PM Dear Cust... 3
I\ donotreply 4:54 PM
We have recelved your emall
Tuesday, 4 July, 2023 4:53:21 PM |...
Email response within 10 mins
18 B W N 18 B [ L3 =TT
_ o o SR S T
Area of improvement ek i
Evaluating criteria AXIS KOTAK BOB YES HDFC SBI ICICI
. More than N/A More than Within Within N/A
Email \/ 36 hours 36 hours 36 hours 36 hours HRed v mqmet you s ol et I o i il 1 ok
. Eﬁrmmm et back
: More than More than More than 8437765837
Hotline \/ 5 minutes 5 minutes \/ \/ \/ 5 minutes ey Fegasa Crodt Cag M
st ::::e redEnvant 'l:':r: Ehack Mg
. E.T:rgibeh'.m;mn' P
. . More than More than More than ek
Social media platform 30 minutes V4 V4 Vv 30 minutes 30 minutes B ]
Hi Rahal, wes oo our beam has
. contachad you and sddressed
: Chatbot not  Chatbot not Chatbot not  Chatbotnot Chatbotnot  Chatbot not K HRahu piease share wet us
Conversational Al able to refer  abletorefer abletorefer abletorefer abletorefer able to refer © essoce =ic ©) essocn ¢ B6
connect to connect to connect to connect to connect to connect to
live agent live agent live agent live agent live agent live agent

Instant response on
Instagram

Response on Instagram
under 5 minutes

twimbit
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Self-service potential: FAQs

Customer service AXIS KOTAK BOB YES HDFC SBI ICICI
experience
Self-service potential: FAQs 3.54 3.54 3.54 4.16 3.54 354 3.54

Area of improvement

Evaluating criteria AXIS KOTAK BOB YES HDFC SBI ICICI

Clarity of FAQs A Vv Vv Vv Vv Vv Vv

Answer clarity No visual No visual No visual \/ No visual No visual No visual
: : aids only aids only aids only aids only aids only aids only
(Visual aids and cues) wordings wordings wordings wordings wordings wordings

Customer support

(live chat or hotline) < < < N4 < < <
call to action available

on FAQs site

- FAQs Q

Getting started: Registration and
Activation

What is the key benefit of Mobile .

banking (bob Werld)?

Can | avail Mebile Banking? ~
How can | register for Mobile "
Banking?

How to download the Mobile i,

Banking application?

Is my mobile device supported?

How to register via
self-registration oplion using ~
debit card details?

What to do if self-registration got
disabled? £

What 1o do if you get “Card

| Authentication failed” arror ~

during self-registration?

No visual aids only wordings

(T Femenstiy dabnd Gustiont T [ o et

ot Cammion Quacions

o bmstak — |

twimbit
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Self-service potential: IVR

Customer service
experience

Self-service potential: IVR

Area of improvement

Evaluating criteria

AXIS

AXIS

4.00

KOTAK

3.00

KOTAK

3.00

BOB

YES

3.00

YES

HDFC

4.00

HDFC

SBI

3.00

SBI

ICICI

4.00

ICICI

Basic functions available
such as balance check,
account information,
e-statement

4

4

4

4

Can purchase add-on
value added services

4

4

4

Speech recognition
and Al-enabled

No

No

No

4

No

No

IVR Banking

I¥F: Banking

Queries homadbed by VR

» wiiption Co Fior ATMUDieb Cond FIN generation

s <Option 15 For the loxt fres romsoctions.
= wiption T Fof o E-mal Seanement
= «Ciption 3 For Lier 1D,

= aOpien 4o For Chisgue o Oheusteool freloied guesies

= «Option & For manoging your Db Card lmit

Hone - Yo Aot Bolonoe will be ouiormatoolly reod odi, poest Dot Conditunoas

IVR banking options

i

Musnber « ATITebs Cord PIN or Acopunt mumbss « OTF Authentaooton in VR

Get all your banking needs answered right from your phane. ICIC] Bank’s Interoctive Voioe Respanse Bonking is fully automated and of the some time user-friendly

¥ou con novw experience maone efficient and hossle-free IVR banking with the conversational Voice BOT service o well Keep your account detals kke Account
HurnbenDebt/CrediPrepoid Cord Mumber and PIN handy with you, for authenticotion on the IR The outhenticotion methad mey vany from product ta product

twimbit



Bank to ace “Customer onboarding experience”- Axis Bank

AXIS BANK
y R

Insta Services

Axis Bank Support DilSe Open

‘ How may [ help you?

Latest
Updates Service
o rrad o nac
irailable in Hindi
Tamil and Bengali
s A Compls
ick Hers
Branch /ATM Chat With Agent
Reach Us
Here

32

Axis Bask lssnches a srvice
’ imitiative, Hambing Db yasm % [k

; Repasitery. 1L is present in suppsrt
W welnite s
i

Service Request Status

beere b rrad the Frand Awanonoa

Do you want to

Escalate your Complaint?

G2 Esca

|'.§"? Escalate to Nodal Officer >
@\ Escalate to Principal Nodal Officer >
a o

o1

Section-wise support services

02

Video assistance to solve
queries instantly

03

Visual cues and aids

04

Multiple customer
support channels

Axis Bank is now on WhatsApp!

@ View Account Balance
° See Fived Deposit Summory
. Get CC Outstanding Amount

. Check Pre-Approved Offers and many more...

Send us a 'Hi’ on 7036165000 for
all your banking needs

05

Clear CTA to sign-up for WhatsApp banking
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Bank to ace “Customer onboarding experience”- Axis Bank

Hi, I'm AHA, your Axis Bank Anytime Assistant!
Happy to help you. Just ask & I'll reply in a jiffy.

Type your query below or select an option to
continue,

B oDebitcard B CreditCard B Account Balance

B Mini Statement @ Download Statement

& Cheque Services T ATM Locator fif Branch Locator
@ Register Email for CASA @ Track Deliverables

& Know Your Cust ID B investments

B  asap Digital FD - Safe & Secure 0 whatsapp Banking

@ Report Fraud

GREAT OFFERS ON
1,00,000+ PRODUCTS WITH

CREDIT & DEBIT CARDS
&
LOANS AND MORE

© P ]

=  How may | help you? 9 EN

33

06

AHA! AI-chatbot with
categorized services
to assist

Chat with agent for Product Bank Accounts
specific to Axis ASAP Account
for which I have an issue Account Opening

with sub issue Choose your Query
Choose your Query

Error while opening an
ASAP Account

|
07

Ease of choosing
query options from
dropdown list

08

Chat with customer
support agent

twimbit
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Analyst recommendations

Twimbit CX Banking App Benchmarks 2023
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Deep dive into TDEX score for Axis Bank

AXIS BANK
/\

TDEX score 4.06

AXIS BAMNK
I\

Dashboard Accounts Transfer Funds Services Investments

Welcome Sid Q, 9 &=
| - | Savings: #15010000237831 Credit Card: 915010000237831
ks

Mobile app 4.19 l‘ AXIS BANK

Customer onboarding 4.11

£33,500 ¥0.00  %1,000
$2,67,565 Due On: 01 Mow F.-.-_rI-L-.- DueOn: 01 Hov

Transactions Investment Options Ir

Savings: 915010000237831
Cormt

¥2,67,565

tecrmn & Espenem (ka3 Doy

S i ] Experce () R . ]
% 8,500 76,135 72,500
Tromocions { October >

#5000 ®1800 © 6563 @1,000

Customer service 3.86

5,000

Gt Sacharmart

9,000 @ 1800 @ 6563 @ 1000
=i} = ]
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Improvements for Axis Bank

o1

Mobile app experience

e Allow a/c opening process in app instead of redirecting it to the browser
® Allow for biometric verification during the a/c opening process

® Provide multiple language option to access the app

O2 Customeronboarding experience

® Enable instant account activation and account approval time
® Provide clear and side by side product comparison

® Reduce KYC steps to 3 from 5

® Enable bank a/c activation in less than 5 steps from 8 steps

(O3 Customer service experience

® Improve social media platform support
® Upgrade chatbot to be able to connect to live agent
® Provide visual aids options like images or videos in FAQ section

® Offer personalized IVR functions based on customer phone number and past IVR behaviour

a WVERIFICATICN V1A PAR AND AADHAAR

E FILL 1N YOUR DETAILS _\
i 14

u COMPLETE YOUR KYC VIA VIDES CALL

Verification
E FUMD YOUR ACCOUNT
— . - Get Started

Region-wise details

. o

Set up your Account

| © [
s . s
g ]
Quick check for Video KYC
val PAN Card
=
o

Review and Proceed i,

Fiat 20% cashback on Zomato
and Tata 1mg via Grab Deals*

twimbit
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Deep dive into TDEX score for Kotak Mahindra Bank

kotak

Kotak Mahindra Bank

TDEX score

Mobile app

Customer onboarding

Customer service

3.88

4.72

3.99

2.92

kotak

Kotak Mahindra Bank
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Improvements for Kotak Mahindra Bank

o1

Mobile app experience

e Layout all account features at first step instead of after completion of a/c opening process
® Provide proper navigation guide with information about the next step

® Refrain from redirecting user to browser for a/c opening process

® Allow biometric verification during the a/c opening process

O2 Customeronboarding experience

® Clearly define the number of account opening steps and information required

® Eliminate the need of asking personal information more than once (eg; maiden's name)
® Upgrade and improve the interface of the website

® Provide major discounts and other offerings associated with the bank a/c

(O3 Customer service experience

® Introduce voice assistance in helpline numbers

e Offer personalized IVR functions based on customer phone number and past IVR behaviour

|<O|.d[(:ﬂI @@ English

Open Zero Balance Savings
Account Online

H

rmt.m,”

Set MPIN @

Enter MPIN

Re-enter MPIN

=B 9
1 2 ABC 3 DEF =
4o S Gwo o
Zeors g Qwar

L 3

Add Nominee

A nominee claims the proceeds of your

account post your demise

Add Nominee Now

I'l Do It Later

VISA

Recommaended

Get physical debit card

Domestic online transactions

International online transactions

N €3

| wotaxslt

Formalities coming through...

Just a few self declarations

Select All

I am not a politically exposed parson

Iam an Indian citizen and a tax resident of
Indra and of no other country.

I declare and confirm that No other account
has been opened or will be opened using
my Aadhaar OTP based KYC

I hereby give my consent Lo Issue virtual
card with my Kotak811 afc

& Account created

Welcome to Kotak811
Proceed to complete full KYC

kotak Sl

Your Account Details

CRN (lagin D) TLLESATE2
Account No 4&4LBB3Z66T
IFSC Code KKBKOOOOB1

UPl Handle B43TTESBIT@kotak

B Copy Details

Complete Full KYC
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Deep dive into TDEX score for Bank of Baroda

Bank of Baroda

TDEX score

Mobile app

Customer onboarding

Customer service

3.87

4.12

4.23

3.27

twimbit
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Improvements for Bank of Baroda

o1

02

03

Mobile app experience

e Reduce app loading time, as app loads after each click

® Introduce ‘Select all’ option for selecting multiple T&C

® Provide single click to accept all declarations instead of opening each link

Customer onboarding experience

e Provide account comparison on website and app to help user evaluate the best account

e Provide other information like cross-product benefits, customized banking experience etc.
e Provide information about applying for physical debit card and its delivery time

e Verify email via OTP instead of sending the link

e Avoid asking unnecessary information like religion, number of dependents

e Eliminate extra step like OTP verification before KYC

e Provide direct link to browser for KYC instead of sharing the link via SMS

Customer service experience

® Introduce voice assistance in helpline numbers

e Provide option to email in the customer support section on website

e Offer personalized IVR functions based on customer phone number and past IVR behaviour

bob 1B s

World

Choose your preferred language

|ﬂ English @

it

ayemidl

MeImIHo
aFal

et

€ Apply

Additional Services

’ @3 s 3iftn azer
Do D U’ mk 0!.!4‘ aroda
Bazic Details AM & Aadhoar  Addiess & Bersonad Det

0% Completed

D I am a resident Indian
I:I I am not a politically exposed persen
' | am not ¢ isiting customer

FATC# claratior

| am a Tax resident of India and

< Apply

CONGRATULATIONS !

URN: 2023051101798986
Your Account opening application is
submitted successfully. Please click on
‘Complete your Video KYC® icon
mentioned below for completing your

KYC verification to activate your account

Complete your Video KYC

€ Apply

]JO’J %j l’ir ;ﬂ!’;i' o 1.-1

0% Completed

Profile

Address

2

(5] 4

¢ Address & F vl b
Branch Selectionticmination &

Bank Of Baroda
Complete Your Video KYC

10 oMl 1 i ' by BOB 1

Schadule Later
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Deep dive into TDEX score for Yes Bank

TDEX score

Mobile app

Customer onboarding

Customer service

3.59

4.08

3.35

3.34
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Improvements for Yes Bank

O1 Mobile app experience
e Remove unnecessary information like registered device name
e Web app
e Eliminate the need to enter captcha code if verification is done via OTP
® Provide verifying email via OTP as an optional step
e Upgrade CTA for next step to function properly
e Reduce OTP resend time to 60 seconds from 180 seconds
® Provide multiple language option to access the app

O2 Customeronboarding experience
® Merge 2 steps in 1 - entering Aadhar and PAN details and verification via OTP
® Eliminate unnecessary information steps like proof of stay and period of stay at current address
® Define clear account opening steps and information required
e Layout a/c related information, major discounts and other offerings of the bank
® Provide account comparison on website to evaluate the best account
® Auto-fetch all the relevant details from Aadhar to eliminate the need of re-entering details manually
® Enable instant account approval and activation
® Provide option to apply for physical debit card during the a/c opening process
e Offer instant activated virtual debit card
® Eliminate extra steps like copy and paste link in browser to complete video KYC

O3 customerservice experience
® Introduce voice assistant in helpline numbers

® Offer personalized IVR functions based on customer phone number and past IVR behaviour

~/YES BANK

Let's start with your mobile

number

Mobile Number

Kindly enter mobsile number registered with
Aadhaa

MobileEmail  AadhaaPAN

YES / BANK

Product  Persomal  Preview

o 00

Authorisation

Selection  Decalls

Enter Aadhaar

Aadhaar
800387611309 /

Aadhar OTF has been sent successfully

on your registered mobile number

Enter Aadhaar OTP
o

C:) Orp will expire in 137 seconds

R

Mobile Email Aadhaar PAN

Product Personal  Preview Payments
Detaily

© © © © :-0O

Summary

Please VWait...

Creating Customer,... v

Creating Account... o

Updating Customer

=)

Information....

Generating Application Tracker.... D

YES / BANK ‘

Product Selection

KYC Typ FULL KYC

YE s/'f: aperity ~
active Inte

¥ Auractive Interest Rates on Savings

ess to YES BANK ATMs

nking through YES
BANK Branches

¥ Anyume Banking o gh Yes Moblie
TES Robot, Phone ing

¢ Anytime liquidity
facilicy

PROCEED

YES / BANK

Perional  Preview Payments Summary
Detalls

© © 0 0 O :

Summary

©

Success

Congratulations ! Welcome
“Rahul Gupta™

Your Yes Bank SAVINGS Account
application has been submitted with
details as below:

Application Tracker Mumber

YES-000000023264866-A0
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Deep dive into TDEX score for HDFC Bank

I} HDFC BANK

TDEX score

Mobile app

Customer onboarding

Customer service

3.47

3.90

3.24

3.42
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Improvements for HDFC Bank

o1

Mobile app experience
e Upgrade location permissions settings and make ‘unable to provide permission’ option functional
e Provide multiple language option to access the app

O2 Customeronboarding experience

® Provide detailed information about account features

® Define clear account opening steps

® Enable instant account activation and account approval time

e Offer instantly activated virtual card

® Auto-fetch personal details name, DOB from Aadhar at first step — ‘Identify yourself’

e Offer all types of savings a/c in app to user to evaluate the best

® Auto save all the details fully not partially

® Allow to change option to ‘No’ for question "Does HDFC bank representative help you"

e Upgrade ‘Start video KYC’ CTA to instantly start KYC process instead of sharing link via email
® Eliminate extra step like enter captcha code before KYC starts

O3 customerservice experience

e Offer personalized IVR functions based on customer phone number and past IVR behaviour

© Copyright HDFC Bank Ltd.
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Deep dive into TDEX score for State Bank of India

OSBI

TDEX score

Mobile app

Customer onboarding

Customer service

3.45

4.72

2.63

2.98
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Improvements for State Bank of India

O1 Mobile app experience
e Allow for biometric verification during the a/c opening process instead of creating password and
choosing security question

O2 Customeronboarding experience

® Eliminate extra informational steps like with or without branch, title for the names, spouse name,
caste category, internet strength check

e Auto-fetch complete address details from Aadhar and provide option to edit

e Allow to use communication address as correspondence address

e Enable adding nominee details as an optional step

e Reduce assigning time for Video-KYC executive

e Assign video KYC executive in < 1 min and if unable to assign, notify user to expect a call-back at
specific time and date.

e Upgrade website interface with more visual aids

® Layout all major discounts and other offerings of the bank on App

e Enable instant account activation and account approval time

e Provide account comparison on website/App to help user evaluate the best account.

(O3 Customer service experience
® Introduce voice assistance in helpline numbers

e Offer personalized IVR functions based on customer phone number and past IVR behaviour

Open an Insta Plus Savings Accownt

|5 wish b visit

Homines details

Date of ety

00000

Pirefy et v Token number
Tolunn Huamber

LESSEX

£ o Token W

Tiske rusrabent s walld for 3 diys and vices eall 1o Be
eommplsed wikin 5 days of sopllcation Fise date

P foalior e wndor-noted shape

4 sl

| walarviatily Bnd Sxprikaly cofient & ahd
mathorise the Mank ks do and urderake in
ey L "]

Please create your
application password:

W imum B charseierg with combinaton of ketters i
VERAT BN WA CRER, TR 550 BREC CRAIICLETE

Sevisfny Gusilion o
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Deep dive into TDEX score for ICICI Bank

ﬁ ICICI Bank

TDEX score

Mobile app

Customer onboarding

Customer service

3.32

3.91

3.05

2.90

r ICIC
y k-

Hi, there!

|  Unlock 250+ features of banking, shopping,

travel and offers

Let's Get Started

Banking At Your Fingertips

s Q
Coniact Lis Locais Lis
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Improvements for ICICI Bank

o1

02

03

Mobile app experience
e Allow biometric verification instead of login PIN
® Provide clear CTA for a/c sign-up on opening screen instead of looking for it in
'‘More services' section
e Reduce app loading time as app asks to wait after each step
® Provide complete information about the account including all the features and charges
® Provide multiple language option to access the app

Customer onboarding experience
Define account opening steps and information required
Provide account comparison on website to evaluate the best account
Auto-fetch all the relevant details from Aadhar to avoid re-entering details

([

(]

(]

® Enable instant account approval and activation
® Provide an instant activated virtual debit card
® Allow funds to be added from any user UPI ID
(]

Upgrade app design by adding more images and visual aids instead of being too text heavy

Customer service experience
® Provide option to email in the customer support section on website

Offer personalized IVR functions based on customer phone number and past IVR behaviour

Security First

Set your 4 digit Login PIN

Chooss a PIN of your claice

Confirn Lagin PIN

{ ? ICICI Bank —

Key privileges |

+ Full stack of poyment salutions
|Sean ta Pay, Poy 1o Contagt, UPL
L]

« Tramsfer funde, pay bells, ieit
and moee ugeng ikobile Apg &

bnrerm

& Gt Virtund Debit Cosd wrtantly
For alsoppeag & ol avail cord-less

eash withdrawals |-
¢ Banksng services awailoble on
Whats&pp
< Fomuly Basking - Extornd the

Bureiis of your Savings Accsurt ta
yur en bire: el -

I & Fstont pre-opproved loom offers

B - Grow maney with smart
inveatment solutions, FO, SIP, Stocks
& IPG, oo J

« Personalised, Eaciting & r

By Ve 1B

Welcome to iMobile Pay

Enter 4 Digit Login FIN

Froducts at your lingartips

=

icict Bank =

@

Transaction Successful

{7 Please hold on, we o
apeRing yeir account and
redirecting you bo cur Vides KYC

alficer

icicr Bank =

u Additianal Indanmation
HI RAHLIL GLIPTA

Account Created Successfully

Your ILIC] digital sovings
QCeAUnE IS Naw active and
ready for youw. You ane
currently a
Limited EYC user. Gak your
KYC done to get full oecess to
yaur digital sovings ocomunt

PROCECD To WIDED K¥C 4

Accoun bumber
029301002845
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5 tips for improving the Customer Experience

o1

02

03

04

05

49

Map the banking customer journey

dentify all the touchpoints a banking customer goes through and find where they face difficulties.
Make each interaction smoother and consistent across all channels.

Assemble a dedicated CX teamt

Form a specialized cross-functional team of individuals whose primary focus is to understand and improve how

customers interact with and perceive the bank's services. Team should aim to make these interactions more
positive, efficient, and customer-centric.

Balance self-service with human interaction

Chatbots can help customers in real-time and offer an option to talk to a live representative if needed,
enhancing the overall self-service experience.

Establish strong feedback loops

Provide customers with an outlet through which they can share their thoughts and opinions about your
current CX, the pain points they’re experiencing, and suggestions for improvement.

Keep the customer at the center of everything.

Actively seek feedback from customers at various touchpoints in their journey. This can include surveys,

feedback forms, and customer interviews. Use this information to identify pain points, preferences, and
areas for improvement.
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Best practices from peer region
Indonesia’s best digital banking app (Case study)

Twimbit CX Banking App Benchmarks 2023
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Bank to ace digital banking app experience in Indonesia 5 Jago

Create Jago account Enter email and phone number Enter OTP to confirm only mobile number

o1

Language change

o1

option
Provide information
V81202220 like hidden costs,
Welcome to QAB, virtual card etc. 8 v o)
oee Resend OTP time in
Jago |
v 9 60 seconds
Anyone can be Jago. Live life to the fullest .
with your family and friends. Now, 62 Phone Number Resend code in 00:58
Tomorrow, Together.
@ E-mallohons nmber Referral code (optional) 02

Enter email and
phone number on
same screen to
reduce number of
clicks

@ Password m

or

BN SekEmIN o2

Clearly differentiate
"sign in" from "sign up"

51
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Bank to ace digital banking app experience in Indonesia

Create account password

Take e-KTP picture

o1

Clearly differentiate
password format

o1

Option to go to previous
step

02

Auto-fetch all personal
details via e-KTP,
eliminating need of
entering information

< Jago

Some quick information aboutincome

o1

Easy to choose suited
option from dropdown
list without entering
manually

twimbit
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Bank to ace digital banking app experience in Indonesia '5 Jago

Take selfie

' Position your face within the frame

é Your face is uncovered

’lv‘ Be in a well-lit area
@ Stable internet connection

g Enable camera access

o1

Creative icons

o1

Clear instruction to
take selfie for KYC

Agreeto T&C

Processing request

o1

Trendy and appealing

design
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Bank to ace digital banking app experience in Indonesia Jago

Set PIN Activate fingerprint Jago instant a/c activation

o1

Consistent colour

e Congratulations,
GEWINNER S C SRANTO
SINAGA! O-I
You're officially a J d .
o am:u,::::,:: e Clean, neat with
optimum white space
®
-
(0}
Activate fingerprint Set up biometric
e fingerprin e _
02 Activate your fingerprint for faster login verlﬁcat|on (Optlonal)

and transactions. .

Asked during a/c
opening process
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Bank to ace digital banking app experience in Indonesia Jago

~—d

Create your debit card to ease your
transactions

Create a customised
debit card

v

& Create Debit Card

Personalize Your Card

Please create a card name and choose the type
of card that suitable for your needs.

Your card name

Input card narme

Kame wil not be printed on the card
Carcd's nama can only cantain alphabety. number, snd undeniccae

Card type

- Jago Digital Card

= Jago Physical Card

Mext

Personalize your card
— name, type

Please Name Your Card

Jago Digital Card

Select the name to be printed

Select the name to be printed v

Mext

Virtual card name selection
without need of manually
entering name

GEWINNER
SINAGA

Gewinner
Lock Card History Settings
Card is linked to this Pocket Change

| ||'| Gewinner i|

Card details and services

Instantly activated debit card
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